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First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - First Contact Resolution

Customer Company High Low Medium FCR Total
Human Resource Management 168 170
91 93
Customer Company Total 168 170
91 93
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Missed Initial Response

Missed initial response tracks DTS’ efforts to respond to customer incidents in accordance with enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Inital Response

Customer Company High Low Medium MIR Total
Human Resource Management 1 168 1 170
0 27 0 27
Customer Company Total 1 168 1 170
0 27 0 27
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Customer Company High Low Medium ATTIR Total
Human Resource 1 168 1 170
Management 0.19 0.71 0.77 0.70
Customer Company Total 1 168 1 170

0.19 0.71 0.77 0.70
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Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Customer Company High Low Medium MR Total
Human Resource 1 168 1 170
Management 0 13 0 13
Customer Company Total 1 168 1 170

0 13 0 13
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Average Time To Resolution

Average time to resolution tracks DTS’ efforts to resolve customer incidents based upon established enterprise standards .

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Customer Company High Low Medium ATTR Total
Human Resource 1 168 1 170
Management 0.19 2.25 0.80 2.23
Customer Company Total 1 168 1 170

0.19 2.25 0.80 2.23
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INC000000369382  Con Whipple Network Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.31
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 1.33
INC000000374303 Peggy Romney None None None TIR Missed: Yes TIR: 4.31
Metro B Desktop Support Peter Musser Human Resource Management Low Closed TTR Missed: No  TTR: 4.31
INC000000374342  Peggy Romney Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 416
Metro B Desktop Support Peter Musser Human Resource Management Low Closed TTR Missed: No  TTR: 4.16
INC000000374515 Paul Edlefsen None None Utah Job Match TIR Missed: Yes TIR: 1.87
Metro B Desktop Support Peter Musser Human Resource Management Low Closed TTR Missed: No  TTR: 2.24
INC000000374535  Carmen Nichol Application Error Human Resource Enterprise TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Human Resource Management Low Closed TTR Missed: No  TTR: 0.18
INC000000374548  Judith Price Application Error None TIR Missed: No TIR: 0.86
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: No  TTR: 3.59
INC000000374635 Cindy Bane Telecom Voice Mail Telephone TIR Missed: No TIR: 0.12
Voice Operations Gail Christiansen Human Resource Management Low Closed TTR Missed: No  TTR: 0.12
INC000000374666  Jay Jensen Application Error Novell Messenger TIR Missed: No TIR: 0.00
Metro A Help Desk Ed Conrad Human Resource Management Low Closed TTR Missed: No  TTR: 0.17
INC000000374715  Paul Edlefsen None None None TIR Missed: No TIR: 0.98
Metro B Desktop Support Peter Musser Human Resource Management Low Closed TTR Missed: No  TTR: 414
INC000000374796  Melissa Little None None Microsoft Word TIR Missed: No TIR: 0.00
Metro C Help Desk Reed Stohel Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000374807  Carrie Stevenson Network None Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro B Help Desk Janet Hongsyvilay Human Resource Management Low Closed TTR Missed: No  TTR: 0.64
INC000000375018 Debbie Martinez Network Password Novell ConsoleOne TIR Missed: No TIR: 0.00
Metro D Desktop Support Jon Hager Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000375388  Jamie L Anderson Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro B Help Desk Gary Graham Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000375453 Rachel Dodge Application None Novell GroupWise TIR Missed: No TIR: 0.21
Metro A Help Desk Liz Evans Human Resource Management Low Closed TTR Missed: No  TTR: 0.54
INC000000375488 Dan Brentel Application Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000375521 Dan Brentel Application Error None TIR Missed: Yes TIR: 40.52
Metro C Help Desk Torrens Arnold Human Resource Management Low Closed TTR Missed: Yes TTR: 40.52
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INC000000375811 Trish Anderson Network Error None TIR Missed: Yes TIR: 2.29
Metro B Desktop Support Jay Locker Human Resource Management Low Closed TTR Missed: No  TTR: 2.29
INC000000375821  April Nicholls None None None TIR Missed: Yes TIR: 1.72
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 3.77
INC000000375832  Bill Brandon Server None None TIR Missed: Yes TIR: 2.81
Capitol Hosting Dale Hicks Human Resource Management Low Closed TTR Missed: No  TTR: 2.81
INC000000375851 Dana Powers PC/Laptop Hardware None TIR Missed: No TIR: 0.60
Metro B Desktop Support Anthony Booyse Human Resource Management Low Closed TTR Missed: No  TTR: 3.24
INC000000375919  Sandra Johnston Application None Adobe Acrobat TIR Missed: Yes TIR: 2.55
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: Yes TTR: 48.59
INC000000376125  Marianne Schow Application Error Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.33
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 5.54
INC000000376142 Dana Powers PC/Laptop Hardware None TIR Missed: No TIR: 0.17
Metro B Desktop Support Bill Crowther Human Resource Management Low Closed TTR Missed: No  TTR: 0.56
INC000000376401 Debbie Martinez None None None TIR Missed: Yes TIR: 8.72
Capitol Hosting Curtis Parker Human Resource Management Low Closed TTR Missed: Yes TTR: 43.33
INC000000376704  Jay Jensen Telecom Call Management Telephone TIR Missed: No TIR: 0.15
Voice Operations Romanza Hamblin Human Resource Management Low Closed TTR Missed: No  TTR: 1.06
INC000000376872 Sarah W Thomson Application None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000377072 Michelle Watts Application Error BMI TIR Missed: No TIR: 0.76
Metro D Desktop Support Eldon Jenson Human Resource Management Low Closed TTR Missed: No  TTR: 0.76
INC000000377077  John Golom None None iTunes TIR Missed: No TIR: 0.00
Metro C Help Desk Ross Owen Human Resource Management Low Closed TTR Missed: No  TTR:
INC000000377092  Debbie Martinez Network Password Utah Master Directory TIR Missed: No TIR: 0.00
Metro D Desktop Support Jon Hager Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000377285 Jamie Nagle Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR: 0.26
Metro A Desktop Support Burton Brown Human Resource Management Low Closed TTR Missed: No  TTR: 0.57
INC000000377294 Michelle Imperiale None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000377468  Natalie Gearheart PC/Laptop Hardware None TIR Missed: No TIR: 0.03
Metro B Desktop Support Torri Randa Human Resource Management Low Closed TTR Missed: No  TTR: 0.63
INC000000377709  Debbie Cragun Mobile Devices Error iPhone TIR Missed: Yes TIR: 3.63
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: Yes TTR: 9.00
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INC000000377710  Sharyn Dobson Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 214
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 2.79
INC000000377711 Glenn Parsons Application Error Microsoft Word TIR Missed: Yes TIR: 1.03
Metro D Desktop Support Dusty Serr Human Resource Management Low Closed TTR Missed: No  TTR: 3.75
INC000000377772  Sarah Tice None None None TIR Missed: Yes TIR: 2.51
Application Services Tony Larsen Human Resource Management Low Closed TTR Missed: No  TTR: 2.56
INC000000377806  Terry Haywood Application Error None TIR Missed: No TIR: 0.00
Metro C Help Desk Torrens Arnold Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000377952  Glenn Parsons None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000377971 Lisa Dabell PC/Laptop None None TIR Missed: No TIR: 0.00
Rural North Desktop Support Ryan Casey Human Resource Management Low Closed TTR Missed: No  TTR:
INC000000378394  Jennifer Wakefield Application Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Metro B Help Desk Gavin Barney Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000378412 Lowe Rudd None None None TIR Missed: No TIR: 0.41
Capitol Desktop Support Scott Wunderlich Human Resource Management Low Closed TTR Missed: No  TTR: 1.70
INC000000378490 Michelle Imperiale Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000378550 Dan Chadwick None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000378613  Jolene Davis None None None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Troy Morris Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000378627 Dan Chadwick Application Error Microsoft Office Professional 20 TIR Missed: Yes TIR: 1.06
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 1.08
INC000000378770 Kathy Mares Network Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro B Help Desk Janet Hongsyvilay Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000378864  Jolene Davis Application Error None TIR Missed: Yes TIR: 1.27
Rural Central Desktop Support John Donaldson Human Resource Management Low Closed TTR Missed: No  TTR: 1.30
INC000000378914  Jolene Davis Network None None TIR Missed: Yes TIR: 1.24
Rural Central Desktop Support John Donaldson Human Resource Management Low Closed TTR Missed: No  TTR: 1.24
INC000000378969  Brooke Baker Network None None TIR Missed: No TIR: 0.00
Metro B Help Desk Val Shepherd Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379059  Carmen Nichol Application Error Novell GroupWise TIR Missed: No TIR: 0.08
Metro A Help Desk Liz Evans Human Resource Management Low Closed TTR Missed: No  TTR: 0.22
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INC000000379166 Monica Jimenez Application Password None TIR Missed: No TIR: 0.00
Metro C Help Desk Cindy Romrell Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379193  Amy Ridge Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.09
Metro D Help Desk John Robinson Human Resource Management Low Closed TTR Missed: No  TTR: 0.09
INC000000379240  Julie Preece Application None Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Metro C Help Desk Karen Gross Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379243  Julie Preece Network None Active Directory TIR Missed: No TIR: 0.00
Metro C Help Desk Karen Gross Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379252  Sarah W Thomson Application None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379588 Amy Ridge Telecom Voice Mail Telephone TIR Missed: No TIR: 0.02
Voice Operations Kelly Johnson Human Resource Management Low Closed TTR Missed: No  TTR: 0.02
INC000000379591 Lyndrea Wheeler Telecom Voice Mail Telephone TIR Missed: No TIR: 0.00
Voice Operations Kelly Johnson Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379598 Lori Oram Telecom Voice Mail Telephone TIR Missed: No TIR: 0.00
Voice Operations Kelly Johnson Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379600  April Nicholls Telecom Voice Mail Telephone TIR Missed: No TIR: 0.00
Voice Operations Kelly Johnson Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379603 Rachel Dodge Telecom Voice Mail Telephone TIR Missed: No TIR: 0.00
Voice Operations Kelly Johnson Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379682  Carol Starks Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379697  Carol Starks Application Error Internet Explorer TIR Missed: Yes TIR: 1.42
Metro D Desktop Support Dusty Serr Human Resource Management Low Closed TTR Missed: No  TTR: 2.56
INC000000379716  Carita Eldredge None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379734  Carita Eldredge Application Error PGP TIR Missed: No TIR: 0.17
Metro B Help Desk Janet Hongsyvilay Human Resource Management Low Closed TTR Missed: No  TTR: 0.50
INC000000379772  Sarah W Thomson Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000379783  Tami Hart Application Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000380061 Jean Mills Network Error None TIR Missed: No TIR: 0.19
Capitol Desktop Support Brian Bintz Human Resource Management High Closed TTR Missed: No  TTR: 0.19
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INC000000380157  Shannon Casias Network Error Novell GroupWise TIR Missed: No TIR: 0.40
Application Services Martin Gonzalez Human Resource Management Low Closed TTR Missed: Yes TTR: 10.88
INC000000380188  Lori Oram Network Password Novell Client for 32-bit Windows TIR Missed: Yes TIR: 3.71
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 4.18
INC000000380487 Bart Olsen Telecom Hardware None TIR Missed: No TIR: 0.13
Help Desk Eileen Dubach Human Resource Management Low Closed TTR Missed: No  TTR: 0.13
INC000000380537  Sarah Tice Application Reporting Novell GroupWise TIR Missed: No TIR: 0.10
Application Services Martin Gonzalez Human Resource Management Low Closed TTR Missed: No  TTR: 0.56
INC000000380686 Dana Powers PC/Laptop Performance None TIR Missed: Yes TIR: 1.14
Metro B Desktop Support Bill Crowther Human Resource Management Low Closed TTR Missed: No  TTR: 21
INC000000380709  Tami Hart Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000380713 Sarah W Thomson Application None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000380899 Jennifer Wakefield Application Error None TIR Missed: No TIR: 0.33
Metro B Desktop Support Torri Randa Human Resource Management Low Closed TTR Missed: No  TTR: 0.65
INC000000380946  Debbie Martinez Application Error Novell GroupWise 32-bit Windo' TIR Missed: No  TIR: 0.00
Metro A Help Desk Ed Conrad Human Resource Management Low Closed TTR Missed: No  TTR: 1.68
INC000000380983  JJ Acker Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro B Help Desk Gary Graham Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000380989  Jennifer Wakefield Print/Copy/Scan/Fax Incident None TIR Missed: No  TIR: 0.09
Metro B Desktop Support Torri Randa Human Resource Management Low Closed TTR Missed: No  TTR: 0.09
INC000000380999 Larene Wyss None None None TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000381069  Shannon Casias Application Error Novell GroupWise TIR Missed: No TIR: 0.77
Application Services Martin Gonzalez Human Resource Management Medium Closed TTR Missed: No  TTR: 0.80
INC000000381601 Sarah W Thomson None None None TIR Missed: Yes TIR: 1.51
Application Support Steve Durtschi Human Resource Management Low Closed TTR Missed: No  TTR: 1.91
INC000000381798  Jeri Lea Buckley None None None TIR Missed: No TIR: 0.00
Metro C Help Desk Diane Christensen Human Resource Management Low Resolved TTR Missed: No  TTR: 1.83
INC000000381912  Cleo Bird Network Incident None TIR Missed: No TIR: 0.00
Metro C Help Desk Cliff Jensen Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000381930  Rick Hughes Application Error Novell GroupWise TIR Missed: No TIR: 0.32
Application Services Tony Larsen Human Resource Management Low Closed TTR Missed: No  TTR: 3.94
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INC000000381932 Rick Hughes Application Error None TIR Missed: Yes TIR: 1.70
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved  TTR Missed: Yes TTR: 18.06
INC000000381937  Paul Edlefsen Application None None TIR Missed: No TIR: 0.00
Metro B Desktop Support Bill Crowther Human Resource Management Low Closed TTR Missed: No  TTR: 1.23
INC000000382171 Jeff Herring None None None TIR Missed: No TIR: 0.00
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000382172  Jennifer Krell None None None TIR Missed: No TIR: 0.00
Capitol Desktop Support Brian Bintz Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000382233 Debbie Martinez None None None TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Human Resource Management Low Resolved TTR Missed: No  TTR:
INC000000382234  Debbie Cragun Application Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.38
Capitol Desktop Support Scott Wunderlich Human Resource Management Low Resolved TTR Missed: Yes TTR: 10.03
INC000000382271 Matt Romney Application Error RealPlayer TIR Missed: Yes TIR: 1.22
Capitol Desktop Support Scott Wunderlich Human Resource Management Low Closed TTR Missed: No  TTR: 1.99
INC000000382273 Tammy Hunt Application Error RealPlayer TIR Missed: Yes TIR: 1.19
Capitol Desktop Support Scott Wunderlich Human Resource Management Low Closed TTR Missed: No  TTR: 1.95
INC000000382280  Jeannette Raymond None None None TIR Missed: No  TIR: 0.00
Metro C Help Desk Karen Gross Human Resource Management Low Closed TTR Missed: No  TTR: 0.00
INC000000382788  Trish Anderson Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.44
Metro B Desktop Support Peter Musser Human Resource Management Low Resolved TTR Missed: No  TTR: 0.84
INC000000382832  Shannon Casias None None Cisco AnyConnect VPN Client TIR Missed: No  TIR: 0.00
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: No  TTR: 0.65
INC000000382898 Debi Tripp None None None TIR Missed: No TIR: 0.00
Metro B Help Desk Val Shepherd Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000382977 Michelle Campbell None None None TIR Missed: No TIR: 0.00
Metro A Desktop Support Robert Wall Human Resource Management Low Resolved TTR Missed: No  TTR: 1.27
INC000000383024  Casey Parry Telecom Voice Mail Telephone TIR Missed: No TIR: 0.04
Voice Operations Romanza Hamblin Human Resource Management Low Resolved TTR Missed: No  TTR: 0.19
INC000000383060 Rosanne Ricks Network None None TIR Missed: No TIR: 0.00
Metro B Help Desk Janet Hongsyvilay Human Resource Management Low Resolved TTR Missed: No  TTR: 0.91
INC000000383160  Carmen Nichol Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro A Help Desk Cindy Schroeder Human Resource Management Low Resolved TTR Missed: No  TTR: 0.92
INC000000383312  Nancy Bauman PC/Laptop Hardware None TIR Missed: No TIR: 0.07
Metro B Desktop Support Bill Crowther Human Resource Management Low Resolved TTR Missed: No  TTR: 1.15
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INC000000383326  Jeri Lea Buckley None None None TIR Missed: No TIR: 0.00
Metro C Help Desk Karen Gross Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000383436  Sarah W Thomson EIS Hardware None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000383437  Linda Trujillo Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.53
Help Desk Brenda Treadway Human Resource Management Low Resolved TTR Missed: No  TTR: 0.53
INC000000383508 Sarah W Thomson None None None TIR Missed: No TIR: 0.00
Application Support Steve Durtschi Human Resource Management Low Resolved TTR Missed: No  TTR: 0.71
INC000000383531 Trish Anderson Telecom Voice Mail Telephone TIR Missed: No TIR: 0.33
Voice Operations Kelly Johnson Human Resource Management Low Resolved TTR Missed: No  TTR: 2.59
INC000000383547 Kathy Mares Application None Utah Master Directory TIR Missed: No TIR: 0.00
Metro B Help Desk Janet Hongsyvilay Human Resource Management Low Resolved TTR Missed: No  TTR: 0.08
INC000000384066 Con Whipple Network Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.37
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: Yes TTR: 8.93
INC000000384131 Matt Romney Application Error Novell GroupWise TIR Missed: No TIR: 0.69
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: No  TTR: 0.97
INC000000384132  Jeff Herring Telecom Voice Mail Telephone TIR Missed: No TIR: 0.19
Voice Operations Romanza Hamblin Human Resource Management Low Resolved TTR Missed: No  TTR: 0.34
INC000000384201 Debbie Martinez Telecom Voice Mail Telephone TIR Missed: No TIR: 0.28
Voice Operations Romanza Hamblin Human Resource Management Low Resolved TTR Missed: No  TTR: 1.25
INC000000384221 Debbie Martinez Application None Novell GroupWise TIR Missed: No TIR: 0.51
Metro A Desktop Support Kraig Ellis Human Resource Management Low Resolved TTR Missed: No  TTR: 2.79
INC000000384458  Angela Rhodes Application Password Novell Messenger TIR Missed: No TIR: 0.59
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: No  TTR: 3.83
INC000000384612  Sarah Tice Telecom Feature None TIR Missed: No TIR: 0.07
Help Desk Eileen Dubach Human Resource Management Low Resolved TTR Missed: No  TTR: 0.14
INC000000384764  Daniel Chase Application Error Novell GroupWise TIR Missed: No TIR: 0.13
Metro C Help Desk Reed Stohel Human Resource Management Low Resolved TTR Missed: No  TTR: 0.25
INC000000384779 Daniel Chase PC/Laptop None None TIR Missed: No TIR: 0.09
Metro C Desktop Support Chad D Fowers Human Resource Management Low Resolved TTR Missed: No  TTR: 0.85
INC000000384822  Glenn Parsons None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dusty Serr Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000385101 Sharyn Dobson None None None TIR Missed: Yes TIR: 2.21
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: No  TTR: 2.21

Page 244 of 903



Enterprise Incident Report September 2011

As of 10/3/2011
|Human Resource Management I
INC000000385180 Sharyn Dobson None None None TIR Missed: Yes TIR: 1.40
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: No  TTR: 1.81
INC000000385514  Trish Anderson Application Error Novell GroupWise TIR Missed: No TIR: 0.16
Metro B Help Desk Janet Hongsyvilay Human Resource Management Low Resolved TTR Missed: No  TTR: 0.19
INC000000385663  Jeri Lea Buckley Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.00
Metro C Help Desk Karen Gross Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000385841 Sarah W Thomson PC/Laptop None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000385897 Peggy Romney Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.41
Metro B Desktop Support Jay Locker Human Resource Management Low Resolved TTR Missed: Yes TTR: 6.11
INC000000385965 Carmen Nichol Application Error Novell GroupWise TIR Missed: No TIR: 0.36
Metro A Desktop Support Edward Fortner Human Resource Management Low Resolved TTR Missed: No  TTR: 2.30
INC000000385966  Jennifer Wakefield Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Eileen Dubach Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000386360 Rosanne Ricks Application None Employee Gateway TIR Missed: No TIR: 0.00
Metro B Help Desk Janet Hongsyvilay Human Resource Management Low Resolved TTR Missed: No  TTR: 0.45
INC000000386585 Peggy Romney None None None TIR Missed: No TIR: 0.00
Metro B Desktop Support Matthew Blunk Human Resource Management Low Resolved TTR Missed: No  TTR: 0.1
INC000000386730  Tami Hart Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk James Stearns Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000386831 Letty Debenham None None None TIR Missed: No  TIR: 0.00
Help Desk Brenda Treadway Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000387097 Bart Olsen Server Error None TIR Missed: No TIR: 0.07
Capitol Desktop Support Scott Wunderlich Human Resource Management Low Resolved TTR Missed: No  TTR: 0.18
INC000000387461 Wendy Peterson Application Error Utah Performance Managemen! TIR Missed: No  TIR: 0.13
Help Desk Vicky Marrelli Human Resource Management Low Resolved TTR Missed: No  TTR: 0.17
INC000000387563 Tammy Hunt Application Password Novell Messenger TIR Missed: Yes TIR: 1.80
Help Desk Vicky Marrelli Human Resource Management Low Resolved  TTR Missed: Yes TTR: 16.07
INC000000387576  Trish Anderson Network Incident None TIR Missed: No TIR: 0.32
Metro B Desktop Support Anthony Booyse Human Resource Management Low Resolved  TTR Missed: Yes TTR: 7.95
INC000000388098  Judith Price Application Error Novell GroupWise TIR Missed: No TIR: 0.79
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: No  TTR: 0.98
INC000000388129  Jerry Aszmus Application Error None TIR Missed: No TIR: 0.00
Metro C Help Desk Torrens Arnold Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
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INC000000388130 Dora Collier Application Error None TIR Missed: No TIR: 0.00
Metro C Help Desk Torrens Arnold Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000388246  Matt Romney Application Error Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Human Resource Management Low Resolved TTR Missed: No  TTR:
INC000000388983  Paul Edlefsen Application Error Microsoft Word TIR Missed: No TIR: 0.18
Metro B Desktop Support Matthew Blunk Human Resource Management Low Resolved TTR Missed: No  TTR: 1.91
INC000000389342  Cleo Bird PC/Laptop None None TIR Missed: No TIR: 0.00
Metro C Desktop Support Ken Knobel Human Resource Management Low Resolved TTR Missed: No  TTR: 2.51
INC000000389395  Cleo Bird None None None TIR Missed: No TIR: 0.00
Metro C Desktop Support Chad D Fowers Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000389435 Matt Romney Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000389449 Matt Romney Application Error Novell GroupWise TIR Missed: No TIR: 0.91
Capitol Desktop Support Brian Bintz Human Resource Management Low Resolved TTR Missed: Yes TTR: 8.85
INC000000389461 Carol Starks Network Error Employee Gateway TIR Missed: No  TIR: 0.46
Metro D Desktop Support Dusty Serr Human Resource Management Low Resolved TTR Missed: Yes TTR: 6.94
INC000000389526 Sarah W Thomson Application None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000389576  Tami Hart Network Incident Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk John Robinson Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000389604  Kathy Mares Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Help Desk Val Shepherd Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000389773  Crystal Ludwig PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Metro B Desktop Support Torri Randa Human Resource Management Low Resolved TTR Missed: No  TTR: 2.08
INC000000389922  Crystal Ludwig PC/Laptop Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Torri Randa Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000389940  Cleo Bird None None None TIR Missed: No TIR: 0.00
Metro C Desktop Support Chad D Fowers Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000389947  Colby Harmon None None None TIR Missed: No TIR: 0.00
Metro C Desktop Support Ken Knobel Human Resource Management Low Resolved TTR Missed: No  TTR: 2.36
INC000000390000 Sarah W Thomson Application None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Rod Tucker Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390048  Rebecca Lisor Telecom Voice Mail Telephone TIR Missed: No TIR: 0.85
Voice Operations Romanza Hamblin Human Resource Management Low Resolved TTR Missed: No  TTR: 0.85
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INC000000390058  Glenn Parsons None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390183  Peggy Romney Application Password PGP TIR Missed: No TIR: 0.00
Metro B Help Desk Val Shepherd Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390190  Patty Young PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Metro B Desktop Support Bill Crowther Human Resource Management Low Resolved TTR Missed: No  TTR: 2.45
INC000000390256  Cleo Bird Application None Adobe Acrobat TIR Missed: No TIR: 0.20
Metro C Desktop Support Chad D Fowers Human Resource Management Low Resolved TTR Missed: No  TTR: 3.36
INC000000390341 Colette Hudson Application Error Microsoft Word TIR Missed: No TIR: 0.00
Rural Central Desktop Support John Donaldson Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390505 Jay Jensen None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390590 Devin Patrick None None None TIR Missed: No TIR: 0.00
Metro C Desktop Support Chad D Fowers Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390592  Cleo Bird None None None TIR Missed: No TIR: 0.00
Metro C Desktop Support Chad D Fowers Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390714  Cole Gilmore Telecom Voice Mail Telephone TIR Missed: No TIR: 0.14
Voice Operations Romanza Hamblin Human Resource Management Low Resolved TTR Missed: No  TTR: 0.18
INC000000390781 Judy Christensen Application Error Novell GroupWise TIR Missed: No TIR: 0.18
Rural South Desktop Support Julie Christensen Human Resource Management Low Resolved TTR Missed: No  TTR: 0.18
INC000000390819  Alan Lake None None None TIR Missed: No TIR: 0.00
Metro C Help Desk Ross Owen Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000390962  Trish Anderson Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.1
Metro B Desktop Support Bill Crowther Human Resource Management Low Resolved TTR Missed: No  TTR: 1.30
INC000000391013 Devin Patrick None None None TIR Missed: No TIR: 0.31
Storage Services Robert England Human Resource Management Low Resolved TTR Missed: No  TTR: 0.31
INC000000391154  Tammy Hunt Application Error ZENworks for Desktops TIR Missed: No TIR: 0.07
Capitol Desktop Support Scott Wunderlich Human Resource Management Low Resolved TTR Missed: No  TTR: 0.73
INC000000391209 Paul Morley Application Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk John Robinson Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
INC000000391241 Paul Morley Application Password Novell GroupWise TIR Missed: No TIR: 0.20
Capitol Desktop Support Scott Wunderlich Human Resource Management Low Resolved TTR Missed: No TTR: 0.53
INC000000391369  Paul Morley Application Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Human Resource Management Low Resolved TTR Missed: No  TTR: 0.00
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INC000000391429  Cleo Bird PC/Laptop Virus None TIR Missed: No TIR: 0.89
Metro C Desktop Support Chad D Fowers Human Resource Management Low Resolved TTR Missed: No  TTR: 3.39
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